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AGENDA

LETTERWRTTING FOR SECRETARIES

DAY 1

Lecturette
Lilmstrip: '"lhe Language of Letters"
xercises

Uilir Lettecwriting at Work
Lecturette

Lxerciscs

Case Letter

Sepin Request Letters

DAY )

Filmstrip: "Clear Busines: Writing"
Exercises
Request Letters Due

DAY S
Film: Writing Letter That Get Results
Exercises
Case Letter
Assipnment: A Reply Letter

Tone
Filmstrip: "Dear Mrs. Calvin"
Exercises

DAY 6

Exercises
Critiquing Request/Reply Letters
Wrap-up

J
Q
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READING LIST: LETIERWRITING TOR SECRETARIES

GOVERNMENT REZERENCES

1. Conegressional Directory

o Er:ective Revenue Writing, 1 and 11, Internal Revenue Service

50 Us S, Government Corrvespendence Manual, 196k
L. U. S, Governsent Organization Manual, 14o7-64

5. U. S. Government Printing Ottice Stvle Hanual, 1967

Aurrer. "Practical bBus-iness Enelisu.” 3rd ed., South-Western Putlishing
Company. 1960

X

Batcuck, C. Merton, "Harper Handbook of Communication Skills.' Harper,

1057
Deughertey. Margaret . et al,. "lnstant Spelling Dictionary,"
Carecer Institute, Maudelein, Illinois, 1967

Doris. Lilian and Besse May Miller, "Complete Secretary's Handbook ,"
Englewood Cliffs, YNew Jersey: Prentice Hall, 1962

Eddincs, Claire Neff, "Secretary's Complete Model Letter Handbook,"
Prentice-Hall, Inc., 1965

Engel. Pauline, "Evecutive Secretary's Handbook,™ Prentice Hall, 1965

Gavin, Ruth E. and E, Lillien Hut:hirson, "Reference Marual for
Stenoprapbers and Typists,'” 3rd od., Gregg Division

Gavin. Ruth E. and Willian A, Subin, "Reference Manual for Stenographers
and Typists.'" Gregg Division, 1970

“Ihe Handbock of Advanced Secretarial Techuiques,'" ¥.oontice Hall, 1962

Hapuvr, Hubert A., "Business Enelish and Letterwriting,' McGraw-Hill, 1953

Hutchinson, Lois. "Standard Handbook tor Secretaries,” 7th ed.,
hew York: McGraw-Hill book Cowmpany, 1963

Kierzek, John M, and Walker Gibson, "Macmillan Handbook of English,”
5th ed.. New York: Macmillan, 1965

Larsen. and Keebele, "Relerence Henual for O{fice Employees." South-
Western Publishing Company
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Lesliey Legras M20.000 Words " Crege Division, 1965

Ceves Leey G "Cotmunacat tons Havdbook tor Seeretarios.” Hew Tore!
Cebraw-Ha ook Coizpans

OO e ) and Moreis Fosenivham . AL About Words: A Adulte
spproach to Vocabulary buildine " Proent fce-Hatl, 1967

Hhe Seciet vt G Deak Bookl" Pas ke Putbistang Company, 1ar,

"l Secrotar 'y Havdbook M L st or, Sarah Augpusta and Kat. Hunro,
..‘.ik':u ] i-.l!-. PU6LE

BeoSecretany' s Workshop,” Bureau of buerness Practice Ine.

Paage Pale or Adeerican Engbish,” Scott-Foreangy and Company, 1472

venaee s ean U "Seccvtary' s ITndes to FEigrlich.” Parker Pabdishing,
2 13

Covpany, 107

Wit Goaree S, and Hairve Shaw. “"Hurper Handbook for Collepe

Corpoaatror M v vide s ew Tork: Hitper, 1oy
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WRITE AS YOU TALK

The :ollowing discussion fits in with the siuject of this lesson=-
conversational style in l-tter-writing. Lt was cXeer rpted from Better
Letters, a bulletin published by Manufacturers Hanover Trust Company.

tditor J. darold ganis writes:

One ol our current intellectual idols is a Canadian professor
taced Tor his obscure profunditics abeut the 'electric medial' His
dame is Marshall McLuban,

"we don't pretend to understand everything McLuhan says, but we
arv fascinated by his insistunce that 'the medium is the message.
What he means, we think, is that every improveaent in the technology
ot comsunicoetion prodeces effects that are quite independent of the

coatent of the message.

"lake busitess letters, for example. You may think of them as
writlen communications, but since the adveont of the typewriter, they
are sarpcly dictated, and this fact has led to a lovser, more personal,

Tore spentancous style than business letters have displayed in their

provicus history. The ultimate consequence is a closer semblance of
the rapport that one achicves in face-to-face communication.

“This theory of letter-writing, of course, represents an ideal.
Urntortunately, there is a vestigial remnant of the pre-typewriter
dhc-—lhvsc correspondents who follow the formal style of writing
Lietead of the informal style of speaking. Actually, it's ol little
consequence whether veu dictate your letters or write your drafts by
hand cu g vellow pad.  The noint is that letters have now been long

ounh freed frow the tyranny of writing to cnable us to see how muuh
bettet hey are when they are spoken--ov made to sound that way.'

=~
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PUTTING THE HEADER INTO THE PICTIURE

Do vou wmnew why newspapers use headlines? To

interest to the extent that

10 the
function as
sentence stizulates the
painder of the tetier, arnd
writer's icdeas.
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cart statesent concerning the lettor being answered.
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six Lears,

1. Leeast

nall->y use

L. Jchrsen, subject of vour letter of
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*he newspaper stule of opening, giviog all impor-
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a fresh, oiicinal opening (particularly t~ screone
will i cediateis drrest the reader's attention,
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Prolcnal oo peration in pursuit of Prosident
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Sothe jarticipia!l peniage--that is, beginning with
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RIN4 s frenuently trap the vawary into mistekes
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1. Your letter of October 9, 198N, addressed o the Sceretary, in vhich veu
requested Maritise Subsidy Soard approval, purscant e Circular Letter No,
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YOUR BOSS, MR. RICHARD CANNON, IS OUT OF TOWN. YCU FIND
THIS NOTE FROM HIM IN YOUR IN-BASKET. -
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EVALUATION FORM

On the line below each item, rate it '"yes" or "no." Explain

vour "no" so the letterwriter will know where she/he went wrong.

The Opening Sentence

1. --avoids routine or trite phrases in the first half
2. --states the purpose
3. --gives the '"yes' response or "good news," if such is the case, early on.

(It the letter does not require this kind of answer, leave the
line below blank.)

The Body

4. --develops the informaticn sufficiently, avoiding too much

unnecessary detail

5. --uses language geared to

ae realer

6. --uses some transition words to link ideas together

7. --suggests good tone (personal, helpful)

8. --is technically correct (spelling, punctuation, usage)
s |,
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9. --zives tnhe response or "bad news) if such is the case, later

“. precise action idea, it one is needed

ads cordial and "closing" rather than abrupt

1. --sou

VOUr own periorimance. L number 9 or 10 is "no." just
. Count all "no' answers as ten each:; add the "no's

1
&
subhiract tron 100,
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COHERENCE

-< LINKING IDEAS

Coherence within a paragraph (or a sentence) may be achieved by the use

of connectiv

I. Transiti

es:

1. transitional words
I1. transitional phrases

111. repetition of key words
IV. pronouns refarring back to antecedent nouns

cnal Words

At its simplest level, coherence within a paragraph mav be achieved

by the use of transitional woerds alone.

conjunctions

and for
but becau
or if
ner unles
until

conjunrtive adverhs

however

se therefore then
consequentlv  so

s moreove - vet

nevertheless

adverbs

similarly

There are three general kinds:

second

contrarily next

likewise
first

finally

All these show relaticas between sentences (cr betweon parts of a sentence)
within a paragsraph and help tie together the main idea the paragraph presents.

Transit
with care.

adé on =o:

and
furthermore
moreover
like

(a4

either, or
neither, nor

thev can exp

ional werds give a precise meaning to your sentence: so use thenm
n:

Ther ca

acditicnally
besides
likewise
subsecuently

hev can gliminate cre of

(eiliminztes

re

n

m

s cause (reasc

turn a <orner cr contradict:
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44
4]
et

or
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(resulz)

although
still

yet

time:

neamwhile
since
before

azterwerc



II. Transitional Phras:zs

Transitional phrases work just like single transitiona: words to
connect ideas. Scme common ones are:

on the contrary by the same token in addition
for instance at the same time

on the other hand a few days later

for example sc long as

Again, such ccnnectives must be used with discrimination. They are signals
te the reader that you are changing direction; and if you signal for a
right turn and then turn left, confusion, or worse, will surely follow.

III. Repetition of Key Words

)

A third very common device for securing coherence witkin a paragraph
is the deliverate repetition or re-echoinrg of key words. The repetition

of key words or key sentence patterns may bind the sentenceS of a paragraph
or the paragraphs of a letter or report into a tightly coherent unit.

rouns substitute Zor nouns: thev repeat the noun concept without

g the word. Ccnseguently, every pronoun forces the reader to

¢k to the antecelent noun, and by so deing, helps to bind together
s o a paragraph. Hcowever, care must e taken to e sure that

cun reference will be immediately clear.
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The four cdevices used o secure coherence within the para-
eélso common between parezgrephs: transitionzl words, trens-
es, repetition cI key words, and pronouns locking back
cecent nouns in precedirg parzgmephs.
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TRANSITIONS - LINKING 1DEAS

1. My husband and I have worked long and hard to make our sheep ranch profit-
able, counting on an increasing demand for lamb with its growing popularity
as a source of low-fat protein. Now we find that this demand is being
f£ilied increasingly by lamb from New Zealand. Because of this, prices are
being held down--but our costs continue tc rise. Therefore, we find that
we are not receiving an adequate return on our investment,

2. We are now in process of making some of the changes you suggested. First,
we have purchased 20 new, air-conditioned buses to help relieve the con-
gested situation during rush hour. Secondly, all of our old buses are being
furnished with air-conditioners. And finally, weather shelters are being
instailed at all major stops.

5. The initial invitation, DSC-3, requested that bids for furnishing certain
zarine sanitary facilities on a brand name or equal basis be submitted by
Aggust 16, 19XX. After bids had been opened, it was discovered that the
brand name or equal clause required by paragraph 1-1.307-6(a)(2) of the
Federal Procurement Regulations (FPR) had been inadvertently eliminated from
the Supplemental Provisions of the invitation. In addition, the bid prices
received exceeded the amount of funds available for the procurement,
Consequentiy, the contracting officer canceled thke invitation and revised the
specifications bty including the required brand name or equal clause and by
deleting certain schedules of work. This was accomplished by the issuance
of invitation DIC-%,

4. Im your recent letter, vou point out that imprisonment is not a satisfactory
wav to help those who have broken the laws of our societv. We, too, have
recognized this fact] and as vou may already krnsir, we have supported the
many recent laws that authorize us to work with men in the community rather
than o keep them confined. However, since so many offenders do not
initially respond to effcrts to help them, our courts have no alternative
except to commit them. Therefore, we cannot turn them free &s vou suggest,
because, in additicn to being illegal. such an action would be a disservice
nct only to society but to the men as well.

5. Meny instrumentation specialists are in cocplete agreement with the strong
cpinion expressed in your letter: nacely, that the present state of reactor
instrumentation and reasctor irnstrumentation contrel systems leaves something

to be desired from the standpoint of serviceadbility, performance, reliability,
safety Iogic and cther essential features. Partly for this reason, there

nas developed a considersble groundswell of sympathy for doing something
positive to help remedy the situation. For instance, a good deal of
encouragement has been received from the AEC's licensing people who are
irterested in using the instrunmentztion handbook as a vehicle for stressing
good practice,. preoviding a greater cdegree of coordination between designers
and promoting coherency in systems instrumentation design. Therefore, while
sou have advancedstrong cpinions for not proceeding with the handbook, 1 believe,
or the comtrary, tha: some ol your reasons could be used to justify going shead

with it.
15 20
\‘l
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SENTENCE STRENGTH
Make vour verb prominent by putting a "doer" in the following sentences:
1. Gradual clearing of the land has been accomplished, and there is no

likelihocd of the necessity for further overtime arrangements by the
Park Service.

2. A significant reducticon in the costs of cur operation was accomplished
bv the employment of mere efficacicvs techniques of managerial procedures.

3. A more realistic distribution cf the vnabalanced case lcad has been
installed in the cperaticns of the Land Office and has resulted in an
immeasurable improvement of the cperations of the office.

4. Consummation of the agreement has been effected and the immediate
commencenent ¢f the actual work of subject project is contemplated.

Give vcur sentence vitalitv by changing the nocun form te a verb:

1. We will give ccnsidereticn tc the reccmmendations.

2. There is an expectaticn on cur part cf making a significant ceontribution.

3. We shculd render assistance tc the members of the public.

4. The telephone company will make provisions fer service to exmployees
who have made a reguest for the necessary cable racilities.

18



GC ON A DIET!

BOIL DOWN CLAUSES

l. Information which is cumulative and which cuovers barter activities
1s contained in Press Release 3667-67, which is dated July 26, 19XX.
2. The pilet requested Mr. J.nes, wh: is serving as co-pilot te him, to
sign the reports,

3. letters which are routine and which concern subjects of less urgency
can often be answered by form r guide letters or by material which
isy Slisted.

cCT

DOWN RVUNDAEOLT

FTHRASES

1. T

ne final decision was in the

an ultimatum.

2. No decisicn was mzde in refersnce £ the recommendation.,
J. Fe presented his report on the cccasicn of tre {inal meezing.
-,

t been completed for provisicn of additicnel
computer rocm space due to specificaticns for additicnal cimputer
eguipment hawving noi keen received.
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TONE
Judge these sentences for good tone.
l. We need to hear from you about your decisioa on how to fill your opening
for a filing clerk.

2. Can you tell us what vou have decided about filling your omening for a
filing clerk?”

3. What are your plans for paying off your unpaid balance?

&, May we use this letter tc discuss some plans for payirg your unpaid
balance?

5. Thank you so much for your prompt reply to our earlier letter.
6. We have received your prompt replv to our earlier letter.

7. We are confident that you will be interested in these new books on
management principles.

8. You can help us clear up this Zifficult matter by signing the enclosed
waivers.

9. To clegr up this matter, you need cnlv sign the enclosed waivers.
10. This letter outlines the steps tc be taken in filing a claim.

11, You car complete your claim by Zcllewi  the steps outlined in this

letzter.

12, Your claim will be filed only when vou have filled out the steps outlined
in this letter,

13. May we have a momen: of your time to discuss a matter which is causing
us great concern?

is, Mav we have 2 moment ci yvour time te discuss the important matter of
wour income tax?

15. This letter discusses the impcrtant matter of vour income tax.

6. Your recuest Ior an appeirtment has teen received and is being processed
as rapidly as possible.

17. We will arrange an zppoiniment zt the eariiest pessitle date as vou
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AFFIRMATIVE LANGUAGE: COOD TONE
Select the affirmative sentence from each pair below: (circie it)
1. The shipment had nothing missing.

2. The shipmert was complete,.

l. Ve were pleased with the results.
2, We were not displeased with the results.

l. The writing was not cluttered with clauses doing the work of
ad jectives in describing nouns.

2. The writing used adjectives (not clauses) to describe nouns.

1. The employees were uniformly excellent.
2. There was nothing mediocre about the employees.

1. Her recommendationt had nothing derogatory from the previous

supervisor,

<. Her previous supervisor had only complimentary ccmments in the

recommencation.

1. The food in the cafeteria is not unsatisfactorv.

2. The food in the cafeteria is satisfactcry,

Which words have iriendly, positive commotations? Put a check in front.
dependatle shirk complaint
tlatant ignorant easily
exaggerate ____ cooperate discourteous
lovaltyw unfortunate effic ent
fault suspicious disputle
neglect satisfaction complete
fail ruin effective
improvement autual capable
permanent informative impossitle
stagnant alleged desiratble
exceptional crisis invaluatile
implicate - discredit superficial
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SPOTTING GOOD LETTER EXCERPTS

In each problem (1) read carefully the two business-letter excerpts, each of
which was dratted to take care of the same situation; (2) select the more
effective paragraph: and (3) complete the statement following the paired
excerpts, piving an intelligent reason for your choice in ten words or less.

1.

EXCw rpt A

we gre writing this letter to let you know that there will be a
meeting oi The Straw bosses at 8 p.m., Friday, January 9, and that you
are dnvited to attend., Tt 1s the regular monthly meeting, 1f you come,
vew will hear a talk by Di. Peter Lercara, who is the main speaker of the
evening.  1he subject of his talk will be "Taboos and Tensions." This
talk should le interesting because he is a distinguished psvchiatrist
and leclurer.
Excerpt b

Pleaso come to the mext reculsar meeting of The Straw Bosses, at
* p.m., Fridav, Januarv ©. As featured speaker, the distinguished
psvehiatrist and lecturer, Or. Peter lercara, will share with us scme

iny ideas on YIabocs and Tensicns.™
Ewcerpt is mere #llective because
-

T — 3 - I e mea oo
XLerl 18 T €IISCLiVe ToJZUuses
-~
-
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Excerpt A

In the propinquity of time we envision converging upon the break-
through level to finalize our preferential discrimination germane to the
utilitarian accommodation of your Drayton Process to the exigencies of
our establishment. Subsequently we shall summarily familarize you with
the denouement.

Excerpt B
You will hear from us again just as soon as we have completed our
study and have determined whether we can adapt your Drayton Process to our

company's needs.

Excerpt is more effective because

Excerpt A

The letter you sent us a few days ago suggests to us that your
secretary should use Snowden typewriter ribbons. We are enclosing a
coupon that entitles vour company to purchase the first two dozen Snowden
ribbons at a 50 percent discount. If you use these ribbons, we know the
results will be most satisfactory to you.

Excerpt B

Longratulations to your secretary on the attractive appearance of the
letter you sent us a few days ago! Artistic typing of that caliber merits
Snowden typewriter ribbons. FPlease use the enclosed coupon to purchase
vour first two dozen Snowden ribbons at a 50 percent discourt. Both you
and yeur secretary are sure to be delighted with the clearcut typing and
long service you obtain with these quality ribbons.

Excerpt o 1s more cffective because

27
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USING SIMPLER, MORE CONVERSATIUNAL WORDS AND PHRASES

Directions: On the lines below rewrite the sentences
simply and conciselv, substituting more conversational
expressions,

Every effort will be made to expedite delivery as per our agreement,

May 1 take the liberty of thanking you for your esteemed communica-
tion of recent date.

We note your request and would state that, at our earliest convenience,
we will communicate with you further about same,

Personages associated in membership were accorded the opportunity for
personalized information seeking,

The Board instituted an application for supplemental time for perusal
of your proposition.

Irrefutable is my pledge of instantaneous reportage of any material -
ization of significance.
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THE SPECIFIC WORD

1. Think of a word as having a circle of meaning. A general word has a
large circle. For instance, the circle of meaning for the verb ''to
travel” is large, encompassing such specific actions as walking,
flying, or sailing. On the other hand, specific words have smaller
circles of meaning. For instance, the specific verb "to crawl”
stands for one type of traveling action. Look at this list.

A.  symbol
B. exclamation point
C. punctuation mark

Does each of these contain within its circle of meaning the marks "'" 2

Which stands for this object most exactly?

“hich stands for this object next most exactly?

Uf the three, which is most general?

2. "Guneral” and “"specific" are relative terms, so it is not always
easy to confidently attach these labels to some words. But in
the following list, the distinction between specific and general
words is fairly clear cut. Identify the specific words with a
check mark in front,

a. effect e¢. Peace Corps i. wvery
b. rye bread f. speech j. Bgreat
¢. idea g. use k. sew

d. communication h. sticky 1. kick

3. A, silver certificate
B. dollar bill
C. unit of currency

Each of these items contains within its circle of meaning the
object, S1.

Which stands for this object most exactly?

Next most exactly?

Least exactly?

Whether you realize it or aot, you now have a pretty thorough knowledge
of the difference between specific and general words--that is, if you
worked the frames properly and carefully.
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ACTIVE-PASSIVE EXERCISE

Try to convert each sentence by putting a "doer" into the action. Make

one up where there is none suggested. Where there are verbal nouns, trans-
fer them to the verb form. It may not be necessary to re-write every word
of every sentence; take short cuts.

l. Discussions have been held by OSI Detachment personnel covering the
subject location,

2. The matter of additional circuitry for the two cities in North
Carclina will be referred to our central coffice, since they are
outside the boundaries of Region I11.

3, Starting in October, data file maintainence (updating, editing,
validity checking, etc.) is to be dcne by the Federal Reserve
Bank in New York.

4. This inquiry is directed to the present status of the assigned
acreage since our records indicate that no filings have been
made to reflect the acquisition of the subject acreage.

5. Censideration has been given tc your application for relief from the
forfeiture of $5,000 incurred by reason ¢f the navigation of the
subject vessel in violation of Section 83.152 (e) of the Commission's
rules.
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Our internal review is now being performed and the usual examination
of the accounts within the Office of the Secretary General is being
made.

..................................................................

o e e e e = e @ e 4 e e = e e W e e e e . .- E " e E--e - "S " eeee® e

It is contemplated that when facilities can be made available
in the future, the complementary research programs in nutrition
and environmental medicine will logically be combined.

..................................................................
B T T S N I . I I e R R e R R I I I

..................................................................

The content of the General Provisions and Project Specifications
of NYC Agreements as revised May, 19XX, pertaining to the author-
ized period of operation, has been revised.

...................................................................
R L T LI R e N i

..................................................................
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DEDUCTIVE - INDUCTIVE APPROACH

1. THE DEDUCTIVE ORDER SAYS "YES"

In the deductive order of presentation, the letter begins with a general
conclusion and follows with supporting details.

" There are two main reasons why a "Yes" or a fav:rable response should be
indicated immediately, with the remainder of the letter given over to
supporting detail. One, the reader should be told at once what he wants
to know (the "You'" atritude in action). Two, the favorable beginning
puts him in a receptive frame of mind for the later message. Remember,
having to wade through a whole letter to find if he has gotten what he
asked for irritates a reader. What good is it to say ''Yes" if you still
have a disgruntled customer or contact?

The follcwing letter, in spite of its attempt at a friendly tone, says
"Yes'" in such a grudging manner that the letter accomplishes very little.

We have received your letter of June 11, stating that we seem
to be crediting your deposits to another checking account--
possibly that of someone with a similar name.

We have referred your complaint to our Data Processing Depart-
ment. They indicate that there is some confusion regarding
your account. They are now running a careful audit in an
attempt to straighten out this matter. We expect a report on
the audit in the near future, and we will be able to discuss
the matter with you in greater detail at that time.

We are sorry about this confusion, but we trust that you can
undcrstaad how something like this can happen. After all, in
a large bank such as ov-s with thousands of customers, ‘here
will be a little mix-up now and then. We hope you have not
beenr too taldly inconvenienced.

In contrast, the following letter gives the expect-d apologyv but shows
the bank in a good light.

Thank you for vyour frank letter o!f June 11.

We have checked with our Data Processing Department concerning
your account, and we have found that the situation is exactly

as you suspected: your account is being c¢nnfused with that of a
Mr. Ralph Swithson,

We are making an immediate audit of both accounts to find out
when the mix-up started, and to correct it. You will receive
a complete report as soon as the figures are complete. In that
way you will understand the adjustment (credit or debit) when
it appears on your next bank statement.

We appreciate the promptness with which you reported the situ-
ation. We have already adjusted our accounting procedure to
make sure it will not happen again.
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2, THE INDUCTIVE ORDER SAYS "NO"

In the inductive order of presentation, the letter starts with details
and ends with a conclusion.

The reason for this order is readily seen. If we say "No" at the be-
ginning, our reasons fall on deaf ears, 1f, on the other hand, we
start with a friendly beginning (*he “You" attitude) and prescnt the
why of our position first, the rcader is led along to the final 'No"
in a receptive and understanding frame of mind.

Here is an example which probably left the customer as unhappy as
before--and completely unconvinced:

Your letter of December 7, concerning a returned check for
525.00, and $4.00 for return charges, was referred to me for
reply,

1 am sure you can understand that we are not responsible

for a deposit which, although made, was not yet credited

to your account. When a check is drawn about the same time

a deposit is made, it is not always possible for us to

to credit your account in time to take care of the drawn check.

Your check to Julian S. Duvall for $25.00 was presented for
pavment a4 short time after your deposit of $40.00 was made.
Since your deposit had not yet been credited te your account,
his check was refused payment.

While we regret that this happened, we have no recourse ox-
cept to debit  your account with the $4.00 return charge,

Re-written,the same letter reads:

1t does seem logical to expect that after a deposit 1s made,
a check can be drawn immediately against it. However, once
a check is deposited, it takes some time (in some cases
several hours) before that deposit is credited to your ac-
count, This is true because the deposit has to go through
several channels before it is finally credited: and if the
funds in it are insufficient to pay the check, then that
check is returned,

because of these facts, we are sure vou will understand why,
in this instance, the $4.00 charge for insufficient Junds
wias applied to your acceunt.

This inductive approach is also the order of sequence that has
been found to be the most successful in answering letters of
complaint, or in explaining a change in procedure.

33
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September 26, 19XX

Dear Ms. Featherston:

In your Suggeszion No. A-25-202 dated August 29, 19XX, you
proposed that the Sick Leave Certificate presented to amployees
of the Bureau of Accounts for accumulation of 1,000, 1,500. and
2,000 hours of sick leave be revised to show the monetary value
of the accrued sick leave. You believe this would lend emphasis
to the value of sick leave and would serve as an added incentive
to other employees.

You suggestion was reterred to the Personnel Administration Staff
for evaluation. Adoption was recommended with a change in the
wording in the Certificate and on Form BA-5413 to read “Worth

$ *as insurance against loss of pay in case of extended
illness (*at current salary rate)." The Bureau Committee concurs
with the recommendation. Forms will be revised and sent out to

all personnel offices in the Bureau in the near future. A $25 cash
award based on intangible benefits has been approved.

Congratulations on your third adopted suggestion! We appreciate
your interest in submitting your ideas for consideration under
the Suggestion Program.

Very truly yours,

;/fiﬁ_ AL A 2/42/1‘1?‘2—’

Commissioner of Accounts
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April 21, 19XX

Mr. William Houston
2750 Skyline Drive
Crandview, Missouri

Dear Mr. Hoaston:

President Americus has asked me to reply to vour letter of
Mirch 21, 19XX, concerning the decision of a federal court in
vour personal injury case.

Although we would like to be of service tou you, thie Attorney
General is authorized by statute to give legal advice only on
questions arising in connection with the official business of
agencies in the Executive Branch of the tFederal Government. In
addition, there is no way in which an officer of the Executive
Jranch could alter the determination of the federal court. Your
own attorney would be in the best position to advise you as to
whether any further legal steps would be feasible in your case.

1 regret that we are unable to be of any help to you.
Sincerely,
, .7
‘/_i’.y e ,(’//’ NANE "/,
Harvey M. Scott, Jr.

Assistant Attorney General
for Administration

HMS:sos
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December 23, 19XX

Mr. Douglas H. Maynes
11938 Large Street
Norwalk, California 90630

Dear Mr. Mavnes:

L ]
Thank you for your letter requesting a transfer to the Sioux City
staticn. It is helpful to know our peoples' preference for location
of assignments. Sometimes we can be of lelp.

Whenever a vacancy occurs within a station that requires bringing in
a grader to fill it from another area, the preference location roster
maintained in the Washington office is checked. In this way, those
who have requested a transfer to that area can be given consideration.
Your name has been ei.iered on the preference location roster so that
you can be given consideration for Sioux City when a vacancy occurs
there.

There are many things considered when transferring our people to fill
vacancies. Among these are the cost to the Government in the movement

of houschold goods, grader surplus conditions that may exist in other
areas, and staffing conditions in the area in which the person requesting
transier is presently located. Also, consideration is given to the

order in which requests for a particular area are received, reasons

given for desiring the transfer, willingness of the employee to pay
expenses involved, ete.

At present we have no knowledge of a vacancy in the immediate future
at Sioux City, but you may be assured that should an opening become
available, vou will be given consideration for it.

Sincerelv yours,

Elliot Powell

Chief, Meat Grading Branch
Livestock Division

EP: jeh
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April 23, 19X

Dear Bud:

As far as printed information goes, the Department has nothing that
we can give you in helping you along in your chosen occupation as a
milk inspector,

However, the following thoughts might help you in your future planning
and thinking. As you finish out your high school education, take all
the science (biology, chemistry and physics), mathematics, etc., that
vou can take. This will provide you with a solid background for
college.

Also while in high school, you might want to participate in your local
Future Farmer of America Chapter as it has for one of its projects
the grading of milk and milking machine parts.

In all probability, vou will want to pick a university with an
Agriculture College that has a dairy or food technology program.
This kind of college major will provide you with a strong background
in chemistry, bacteriology, dairy science, dairy and food manufac-
turing and environmental sanitation.

Another good source of help would be your local county agent who
could help you get acquainted with two different types of milk
inspectors. One, who makes on the farm inspections; and the other,
who mmakes dairy plant inspections.

Possible opportunities for employment after graduation would be

with local boards of health, State boards of health, the Dairy Division
of the USDA, the United States Public Health Service and the Food and
Drug Administration of the US Department of Heglth, Education, and
Welfare. Also many dairy companies and co-operatives employ fieldmen
who work with the farmer on improving milk quality.

Good luck in obtaining your goal in your chosen career.
Sincerely,
‘:jyi ;5y 46;522°¢4((
Winston Willard
Acting Chief
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January 24, 19xx

Dear Mr. Morgan:

Thank you for transmitting the February 16, 19XX, letter from

Mrs. Soreason. She was concerned about the refusal of a grocer

to sell imported hamburger meat for food coupons and the fact that
another retailer, Arrow Market, does not accept food coupons at all.

We can well appreciate Mrs. Sorenson's concern at not being able

to purchase imported hamburger meat for food coupons, because the
Food Stamp Program is aimed at assisting low income= people in
purchasing food, ard hamburger meat is inexpensive and does have

a high nutritional content. However, program regulations prohibit
the sale for food coupons of meat which a retailer knows is imported.
This is in line with the Food Stamp Act of 1964 which specifically
forbids the sale of imported meat and meat products. The reasoning
behind this act is the Food Stamp Program is designed to strengthen
America's agricultural economy while, at the same time, making its
food abundance more fully available to low income people; the sale
of imported food would not help to do this.

Concerning Mrs. Sorenson's distress that Arrow Market will not accept
food coupons, we would like to point out that participation of food
retailers in the Food Stamp Program is entirely voluntary. Our

local representative has contacted this store in the past, folliowing
requests by f~od coupon recipients that the store be authorized so
that they could use food coupons to purchase eligible foods there.
Unfortunately, the store ownership has not expressed an interest in
participating in the program.

We hope that this information will be helpful to Mrs. Sorenson.
Sincerely,
7Ul KL L-a o)

Mr, Frank Daniels
Director, Food Stamp Program
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George Mulgrew
Your letter dated
August 29, 19XX

Honorable Robert F. Melody
United States Scnate
Washington, DC 20510

Attention: Mrs. Statts

Dear Senator Melody:

As you were advised by Mr. Wilber F. Stead of the US Civil Service
Commission, Washington, DC., your inquiry has been referrec to
this office for consideration and reply.

The Civil Service Commission considers the appiications of all
physically handicapped persons for any positions for which they

can meet the experience and training requirements. Each handicapp.d
person is evaluated in terms of his physical capacity to perform the
duties of the position for which application is made. Standard
medical guidelines have been established for the acceptance of
applications which effectively match the physical capacity of the
person with the physical demands of the job, with special attention

to the degree to which the person has compensated for his limitations.

Mr. Mulgrew does not indicate the type of position for which he may
be qualified. Thus, I am sorry we are not able to furnish spacific
information about employment opportunities at this time. We will
be glad to advise him about opporutnities in the Federal Service

if he will tell us the kind of job he is seeking and the locality
in which he wishes to work. 1f he will also explain the nature of
his disability, it will assist us in advising him concerning
positions for which he may apply.

Further, as a disabled veteran, Mr. Mulgrew may be permitted to
apply for some closed examinations as well as any open examinations
for which he may be qualified.

Finally, Mr. Mulgrew mav also obtain information concerning exam-
inations which may be announced in his area from time to time by
visiting the Examiner-in-Charge of the Board of US Civil Service
Examiners at the main Post Office in his city.

Please notify us if we can be of further assistance.

Sincerely yours,

! /'/‘ S
George E. Miller
Acting Director 39
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MEMORANDUM

TO: All Employees
FROM: I. N. Neat, Director

SUBJECT: Appeafance of Fus 30

This letter is a reminder to employ:e that Venetian blinds in the FOB
tuilding is to fully extended at all times. The angel of the blinds

may be adjusted to permit admisssion of desired amounts of light,

To improve the appearance of the city, a concerted effort is being
made by various segments cof government thru out the Washington Area.
The nation's capital hosts hundreds of thousands of visitors each
vear from all parts of the country and abroad, and Washington has
earned the reputation in the past of being one of the world most
beautiful citys. To maintain tha: reputation however a continuing

effort bu all of us who live and work here is needed.

Some employees have persisted, despite previous requests, in rising
the Venetian blinds in their offices to varying heights. This causes
the bduilding to present an uneven and unsightly apperance form the
outside. Much effort has been expanded to attractively land-scape
the area aound the building, and 1 am sure we have all enjoyed the
trees, shrubs, and other plantings which coatribute so much To a

pleasan: wotking enviroament.

Iz seexms not too much to ask that we show sufficient pride in the
appearance of the building itself ot correct the tlotched aifect which

it oftez presents to outsiders
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BREVITY

What is brevity? When is a piece of writing too long and when is it just
right?

Lincoln’s Gettsyburg Address uses only 267 words. The Golden Rule
uses 11. The Ten Commandments have 75. Tolstoy’s War and Peace uses
many thousands of words, yet for over 85 years now, it seems that no
reader has thought it too long.

The writer who determines 1) what type of reader he is trving to
reach, and 2) exactly what he wants to say to that reader, cannot avoid
being brief if he tells his story and only that. He will not use a three-page
memo to tell a one-page story. Neither will he attempt to tell a three-page
story in one.

Any communication is too long if it meanders thrcugh a forest of
jumbled syntax and irrelevant ideas, It is too short if it omits anything —
no matter how small — that the reader should know. For example, we ran
across this sentence: “Pursuant to your recent telephone request, we have
noted our records to the effect that receipts are to be sent to vou each time
a premium is paid by you on your policy.” Too long. Why not “We will be
glad to send vou a receipt each time you pay a premium on your policy.”

Brevity, however, is not a tyrant to which every other consideration
must be sacrificed. Friendliness and the social graces deserve a place in
most correspondence. What do you think about this sentence? “The
premium paying period on your policy cannot be shortened if it is your
desire to withdraw dividends.” Isn’t it more gracious to say, “We are glad
to teil vou that you have a choice. You may withdraw dividends on vour
policy, or vou may leave them to accumulate, thus shortening the premium
paying period — whichever you prefer.”

Whatistheideal?Itistosay,asbﬁeﬂyasyoucan,whatyoumt
to say, in the spirit you want to convey. And then stop.

42
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WEAK SENTENCES

These sentences need revision. They may be sentence fragments, over-
loaded sentences, or sentences that need combining or are combined
incorrectly.

1. 1 took it upon myself to put out a personal memo for someone who
felt they could do this work. 1 had several people come to see
me. There was one girl, in particular, 1 liked quite well. She
has the necessary quclifications. 1 think we should hire her.

2. Call me for your reservations. 1 mzke reservations by rail, air,
ship, bus, hotel. 1'11 save you much time. I'11 relieve vou of
nany worries. Yuu ge "1 this service. 1 won't charge vou ¢rn
extra cent Ior it.

3. Assuring you that if you write to re personally, 1'11 see that vour
orders get the best possible service.

4. We are sorry to hear that your supervisor doesn't wani to promote
you and that you zre doing above average work.
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5. Many men who work hard all their lives trying to overcome poverty
and achieve security.

6. Your entry was one of the best we received, ara we plan tc aave
another contest early in September.

/. When you receive our catalog, which should be within the week, you
will notice our wide selections and reascnable prices, which are
listed inside the back cover, and we hope you will then talk with
Ed Browne, who represents us in your area and will help you in
every way he can, or send us an order direct, whichever you prefer.

ERIC

Aruitoxt provided by Eic:



THE TOBACCO TAX

SITUATION: A taxpayer bought a package of smoking tobacco that did
not carry a Federal tax stamp. He reported this to the
proper Federal agency, thinking it to be a violation of
the law. He did not know that it is now permissible
for tobacco manufacturers tc pay their tax by using a
return instead of buying prepaid stamps.

RepLy:

Receipt is acknowledged of your letter of July 15 in which you in-
formed us of your purchase of smoking tobacco in cans which did not
have the F=deral stamp affixed.

For many years the tobacco manufacturing industry had been desirous
of eliminating the stamps as the means of paying the tax on their
products. The stamp system involved prepayment of tax which caused
the manufacturer to encumber a large amount of his capital.

After long and careful study, it was detsrmined that the stamp could
be eliminated without jeopardizing the revenue. Upon recommendation
bv the Treasury Departzment, the law was changed dy the Congress to
zake provisions for the pavment of tax by return. Under this systen,
it is legal for packages of tobacce produtts to be sold or delivered
without the Federal stamp.

v stickers or labels which are soxewhat sirmilar in appear-
“2 former Federal tax stazp mav be seen. TFor example, they
1

You =av be interested to know that the eliziraticn of the use of
Federal tax stamps has in no wzy reduced the revenue derived frem
the Tobacco industry. In fact, a recurring savings of approximately
two milliorn Zollars per vear in the cost of printing stazps is being
rezlized by the Govermment.

Even though, in this instance, the absence of the tax stamp was legit-
imate, vour interest and efifort expended in behali of the Govermment
is zporeciated.
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Nevember 3, 19XX

Mr. J. B. Prince
2237 K Street, NW.
Washington, D.C. 20023

Dear Sir:
Your purchase of uastamped smoxing tobacco was legitimate.

A law has been passed recommending payment of tax by return, thus
eliminating the Federal tax stamp on tobacco. The Government

saved sgpproximately 2-million dollars per year by this change and
did not reduce the revenue derived from the tobaccc industryv. This
law also satisfied the manufacturers. Occasionally cne may see
stickers cr labels, similar tc the former Federal tax stamp, but
chese ure uscally used by the manufacturers as closures on their
products.,

4

. - -
ernanic.

Tharx vou for vour concern in bekalf of the Ge
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EFFECTIVE LETTERS

PLEASE EAT

NOVEMBER

THE ENCLOSED
PHOTOSTAT...

Folicy cwners can occasionzally be wrong. And it's scometi
-

the ccrrespondent to t=ll them so. The cuestion is--how

Here's the way cne correspondent recently handled this pr
policy owner who hal asked feor his cverdue dividend check

.r

Qear Mr. H

pte

11

‘o

Zecently vou wrote vs claiming that vou had

asxed our reccrds division to check iztc tha
received their reply.

= e
2 check for the dividends due May 1, 19XX. Fe 1imedi
s s

mes the job ol

oblem 1

"
T
]

attached is z chotostat of the check issuved May 1, 163X
showing wour endorsement on the back side. Flesse exanine
this photo and return it to our office with your reply.

An envelope is enclessd Ior your convenience in raturning
the photo on cor defcre Juliy 1. 19KX.



We have an image of Mr. Hill. Trapped between the ironclad evidence
of the photostat and the stern, uncompromising words of the letter,
he cowers. He is wrong. The company is right.

phn
L

‘<
i~




THE USEFUL SEMICOLON

The sewicolon i
feel that it is
01 pubctuation i

$ 4 separator, almost equal in strength to a period. Many

a stiff and formal mark and hesitate to use it. Eyt a mark
s neither bettler nor worse than the company it keeps. With
stiti ard tormal writing it js stiff and formal; but with esc<v, informal
writing 1t lends pace, variety, and good coordination.

Feilowine are valid apelicitions of the semicolon:

O conjunctiion between sentences whose ideas

t te able to attend the meeting: he will he at
Conference that weekl.

I wanted to interview the woman in the norning: in the alternoon
irector would not be available to meet her.,

SPae juit sentences cennected by a conjuncliive adverd acting as a
: ~:tional element:

4 et 2 limited supply. we mav have difficuliv sonding vou

“he 300 wapies of the Srochure that vou zsked far: howevsr. we

R s=nd 2OU @8 many conies as we can.

Sl TTe pavTenl oavrived ol dazvs lalel therelore. the poizly
0B PNE

i ses in a formal or an informal
Atong the speakers a2t the annual meeting were Gecrge Babbdit: from
the Chicaszo oifice: Tonv Adverse. former depuly compiroller: and
Jick Diver. supervisor of the Sar Fransisce Sroxerage Oifice.

-
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SEMICOLONS

Determine if any of the following sentences need a semicolon. It
is possible that they may contain other punctuation nistgkes.

1. We in this agency (ASCS) are unable to aid You in your ex-
perimental operation, btut we hope that the information above
may be of assistance to you.

=« If the results were nct submitted to the Commission for reg-
istratien and issuance of a notice of rating, the test woulc
have teen unofficial, therefore, it wouid have been necessary
te retzke the rest.

de T assume the Civil Defense Agency is supported by Feceral! funds,
Jwrefore, can you tell me if a taxpaver is eligible for any
financial assistance?®

. In the meantime, vou can call extension 7513 to talk to our
trairing cificer who may help vou in deciding what courses to
teke, or when vo

cave time drep by our office, Toom 2614, and
< o

. we understand vour concern with this ineligidle rating, however,
iZ she wishes., she mav retake the examinaticn.

e I criginzlly had insurance with you on a 1967, L-door hardtop
Chevrolet Impala, that pelicy wes transferred in Argust o =v
aTesent car--z 1372, s-cdoor Mercury Montego.

T change--change what
institution which
spond Lo the nseds of
its respomses.

. Rscent ysars have seen an zlmost complete switchover from

vasuum-tube 1o transistor electronics in the resctcer field
a2s everwihsers elsge, vel in gensrzl the chorus of complaints
zdcut ths servicidility of reactor imstrumeniztion Las rot
noticestly dipinished in volunme.
o
48
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YOUR BOSS, MR. RICHARD CANNON, IS QUT OF TOWN

Just bvefore he left, Mr. Cannon asked you to notify all division
secretaries abcut some new procedures for logging and control of
"routine"” mail. He's really annoyed about the failure to reet
deadlines on this kind of correspondence. The last thing he said
to vou was "l intend to crack down on this thing! We're just not
meeting Jdeadlines the way we should."

bere are the new procedures:

v

a’ All correspondence must te harndied within 10 working davs

oI receipt within the Agencv.
o} Each division secretarv will now have to notifyv vour oifice
(Chiel oI Administrative Services) of action taken and date.

You will then send a iittle siip of cclored paper to the

secrezaries to show the ielters cn which vou're maintaining

ry

cllow-up. -
¢} He also wanis 2z carefpl review of appearance. He has

especiaily noticed drozped le:sters, letters which are hard

N . . .
~v:i e hancdled as uspal.
AT TIT mim oW ma At e mTrT ATMAY aTemoees 1o
WRITD THED O MEMD TO AL TIVISION STCRTTANITS.
»
51
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